Existing Process (Phase 1)

	Session
	Date/Time
	Processes
	Team Members

	Kickoff
	Thurs, 3/22/07 9 – 10

GB Room, 1 hour 
	Project Kickoff Event
	Everyone

	1
	Tues, 3/27/07 1:00-3:00 

Room 128, 2 hours
	Existing Process Documentation Overview

Triage Phone Call (1)
	Leisa, William, Mihael, Edgar, David, John H.

Leisa, William, Mihael, Edgar

	2
	Thurs, 3/29/07 1:00-3:30

Room 128, 2 ½ hours
	Triage Phone Call (2) 

Triage Walk-in (1)
	Leisa, William, Mihael, Edgar 

Leisa, William, Mihael, David

	3
	Tues, 4/03/07 1:00-2:30 

Room 128, 1 ½ hours
	Triage Phone Call (3)

Triage Walk-in (2) 
	Leisa, William, Mihael, Edgar

Leisa, William, Mihael, David

	4
	Thurs, 4/05/07 1:00-3:00

Room 128, 2 hours
	Triage Walk-in (3)

Triage Help Desk Email (1) 
	Leisa, William, Mihael, David 

Leisa, William, Edgar, David 

	5
	Tues, 4/10/07 1:00-3:30

Room 128, 2 ½ hours
	Triage Help Desk Email (2)

Triage Helpdesk Ticket (1)
	Leisa, William, Edgar, David  

Leisa, Mihael, William, David 

	6
	Thurs, 4/12/07 1:00-2:30

Room 128, 1 ½ hours
	Triage Help Desk Email (3) 

Triage Helpdesk Ticket (2)
	Leisa, William, Edgar, David 

Leisa, Mihael, William, David 

	7
	Tues, 4/17/07 1:00-3:00

Room 128, 2 hours
	Triage Helpdesk Ticket (3)

	Leisa, Mihael, William, David
Leisa, William, Mihael, Edgar

	8
	Thurs, 4/19/07 1:00-3:30

Hopper Room, 2 ½ hours
	Day off 
	

	9
	Tues, 4/24/07 1:00-3:30

Hopper Room, 2 ½ hours
	Create Helpdesk Ticket (1)

Determine when a ticket should be created
	Leisa, William, Mihael, John
Leisa, William, Mihael, John

	10
	Thurs, 4/26/07 1:00-3:00

Room 128, 2 hours
	Create Helpdesk Ticket (2)

Determine when a ticket should be created
	Leisa, William, Mihael, John 

Leisa, William, Mihael, John

	11
	Tues, 5/01/07 1:00-3:30

Hopper Room, 2 ½ hours
	Create Helpdesk Ticket (3)

Update Helpdesk Ticketing Information (1)
	Leisa, William, Mihael, John 

Leisa, Mihael, William, David 

	12
	Thurs, 5/03/07 1:00-3:30

Room 128, 2 ½ hours
	Create Helpdesk Ticket (4)

Update Helpdesk Ticketing Information (2)
	Leisa, William, Mihael, John 

Leisa, Mihael, William, David

	13
	Tues, 5/08/07 1:00-3:00

Room 128, 2 hours
	Update Helpdesk Ticketing Information (3)


	Leisa, Mihael, William, David



	14
	Thurs, 5/10/07 1:00-4:00
Room 128, 3 hours
	Report DO and District Wide outages (1) Manage Helpdesk Voice mail system (1)
	Leisa, William, Mihael, Edgar 

Leisa, William, Edgar, David

	15
	Tues, 5/15/07 1:00-3:00

Room 128, 2 hours
	Report DO and District Wide outages (2) Manage Helpdesk Voice mail system (2)
	Leisa, William, Mihael, Edgar 

Leisa, William, Edgar, David

	16
	Thurs, 5/17/07 1:00-2:00

Room 128, 1 hour
	Report DO and District Wide outages (3)

Manage Helpdesk Voice mail system (3)


	Leisa, William, Mihael, Edgar

Leisa, William, Edgar, David




(1) Development of a process, 1.5 hrs – (2) Verification and/or modification of existing process, 1 hr – (3) Validation of the final existing process documentation, .5 hr

Improved Process (Phase 1)

	Session
	Day
	Processes
	Team Members

	17
	   Tues, 5/22/07 1:00-3:00

Room 128, 2 hours
	Improved Process Documentation Overview

Triage Phone Call (1)
	Leisa, William, Mihael, Edgar, David, John H.

Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

	18
	   Thurs, 5/24/07 1:00-3:30

Room 128, 2 ½ hours
	Triage Phone Call (2) 

Triage Walk-in (1)
	Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

Leisa, William, Mihael, David, Robert, Rhonda, Chris

	19
	Tues, 5/29/07 1:00-2:30

Room 128, 1 ½ hours
	Triage Phone Call (3)

Triage Walk-in (2) 
	Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

Leisa, William, Mihael, David, Robert, Rhonda, Chris

	20
	Thurs, 5/31/07 1:00-3:00

Room 128, 2 hours
	Triage Walk-in (3)

Triage Help Desk Email (1) 
	Leisa, William, Mihael, David, Robert, Rhonda, Chris

Leisa, William, Edgar, David, Robert, Rhonda, Chris

	21
	Tues, 6/05/07 1:00-3:30

Room 128, 2 ½ hours
	Triage Help Desk Email (2)

Triage Helpdesk Ticket (1)
	Leisa, William, Edgar, David, Robert, Rhonda, Chris

Leisa, Mihael, William, David, Robert, Rhonda, Chris

	22
	Thurs, 6/07/07 1:00-2:30

Hopper Room, 1 ½ hours
	Triage Help Desk Email (3) 


	Leisa, William, Edgar, David, Robert, Rhonda, Chris

Leisa, Mihael, William, David, Robert, Rhonda, Chris

	23
	Tues, 6/12/07 1:00-3:00

Room 128, 2 hours
	Triage Helpdesk Ticket (2)
	Leisa, Mihael, William, David, Robert, Rhonda, Chris



	24
	Thurs, 6/14/07 1:00-3:30

Room 128, 2 ½ hours
	Triage Helpdesk Ticket (3)

Manage Helpdesk Voicemail day box (1)
	Leisa, Mihael, William, David, Robert, Rhonda, Chris Leisa, William, Edgar, David, Robert, Rhonda, Chris

	25
	Tues, 6/19/07 1:00-3:30

Room 128, 2 ½ hours
	Manage Helpdesk Voicemail day box (2) 

	Leisa, William, Mihael, David, Robert, Rhonda, Chris 

Leisa, William, Edgar, David, Robert, Rhonda, Chris

	26
	Thurs, 6/21/07 1:00-3:00

Room 128, 2 hours
	Create Helpdesk Ticket (1)


	Leisa, William, Edgar, David, Robert, Rhonda, Chris 

	27
	Tues, 6/26/07 1:00-3:30

Room 128, 2 ½ hours
	Create Helpdesk Ticket (2) 

Update Helpdesk Ticketing Information (1)
	Leisa, William, Mihael, David, Robert, Rhonda, Chris Leisa, William, Edgar, David, Robert, Rhonda, Chris

	28
	Thurs, 6/28/07 1:00-3:30
Room 128, 2 ½ hours
	Create Helpdesk Ticket (3)(Meeting Cancelled)
Update Helpdesk Ticketing Information (2)
	Leisa, William, Mihael, David, Robert, Rhonda, Chris Leisa, William, Edgar, David, Robert, Rhonda, Chris

	29
	Tues, 7/03/07 1:00-3:30

Hopper Room, 2 ½ hours
	Update Helpdesk Ticketing Information (2)

Report DO and District Wide outages (1)
	Leisa, William, Edgar, David, Robert, Rhonda, Chris Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

	30
	Thurs, 7/05/07 1:00-3:30

Room 128, 2 ½ hours
	Day Off
	

	31
	Tues, 7/10/07 1:00-2:30

Room 128, 1 ½ hours
	Update Helpdesk Ticketing Information (3)

Report DO and District Wide outages (2)


	Leisa, William, Edgar, David, Robert, Rhonda, Chris
Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris

	32
	Thurs, 7/12/07 1:00-1:30

Room 128, ½ hours
	Report DO and District Wide outages (3)
	Leisa, William, Mihael, Edgar, Robert, Rhonda, Chris


(1) Development of a process, 1.5 hrs – (2) Verification and/or modification of improved process, 1 hr – (3) Validation of the final improved process documentation, .5 hr
